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Bu i l d i ng  on  t he  va l i d i t y  o f
cdaq,  our  team have recen t l y  
comple ted a  s tudy  to  iden t i f y
how cdaq can pred ic t  sa les  
pe r f o rmance  w i t h i n  a  ca l l  
cen t re  env i ronment .  The s tudy
has  r e vea l ed  some  r ea l l y  
i n t e r e s t i ng  r e su l t s  and  
conf i rms our  hypotheses  tha t
the  cdaq d imens ion ' Towards  -
Away From'  i s  fundamenta l  to  
success fu l  per formance in  a
sa les  ro le .  

The  s t udy  l ooked  a t  t h e  
pe r f o rmance  o f  50  Sa l e s  Adv i s e r s
i n c l ud i ng  compe t enc y  r a t i ng s ,  
p roduc t i v i t y  ( such  as  F i r s t  Po in t  o f
Con ta c t  Re so l u t i on )  and  o ve ra l l  
per formance.

Our  ana lys i s  revea led tha t  Adv i sers
wi th  a  ' Towards '  pre ference are  l i ke l y
to  be ra ted more h igh ly  in  te rms o f
overa l l  per formance.  Th i s  i s  t yp ica l  o f
many sa les  people  mot i va ted by  the
promise  o f  rewards  and  incen t i ves .

Tho se  w i t h  an  ' E va l ua t i v e '  and
'Global '  p re ference were  a l so  found
to  per form more s t rong ly  in  a  sa les  
env i ronment .  Some of  the  behav iours
assoc ia ted wi th  these  pre ferences  are
l ook i ng  f o r  h i dden  mo t i v e s  and  
t h i n k i ng  i n  t e rms  o f  t h e  b i gge r  
p i c t u r e .  I t  make s  s en se  t ha t  an  
i nd i v i dua l  who  i s  mo r e  l i k e l y  t o  
cha l lenge a  cus tomer  ra ther  than jus t
a c cep t i ng  t he i r  r ea son s  f o r  no t  
want ing to  make a  purchase,  i s  more

l ike ly  to  c lose the  sa le .  An Adv i ser
wi th  a  'G lobal '  p re ference would  tend
to  ask  open,  broader  ques t ions  which
wou ld  he lp  to  r ea l l y  e s tab l i sh  t he  
cus tomer ’ s  needs  in  o rde r  to  bes t
meet  the i r  requ i rements .

In  te rms o f  the  produc t i v i t y  da ta ,  i t
was  found tha t  F i r s t  Po in t  o f  Contac t
Reso lu t ion (wh ich  i s  concerned wi th
dea l i ng  w i t h  cu s t ome r  enqu i r i e s  
w i th in  the i r  f i r s t  ca l l )  was  re la ted to
an  ' A c t i v i t y '  p r e f e r ence .  Adv i s e r s
focussed on meet ing the  needs  o f  the
task  were  l i ke l y  to  score  more h igh ly
i n  r e l a t i on  t o  t h i s  c r i t e r i on .  Th i s  
ra i ses  an in te res t ing po in t  in  te rms o f
cus tomer  serv i ce  as  i t  sugges t s  tha t
those  w i th  a  ' Peop le '  p re ference,  who
demons t ra te  genu ine in te res t  in  the
needs  o f  o thers ,  do no t  per form as
wel l .

Focus  group research w i th  ca l l  cen t re
cu s t ome r s  r e vea l s  t ha t ,  a l t hough
want ing to  be t rea ted cour teous ly  and
wi th  respec t ,  they  are  more concerned
at  ge t t ing the i r  enqu i ry  dea l t  w i th  as
qu ick ly  as  poss ib le .  In  th i s  respec t ,  i t
i s  l i k e l y  t ha t  s omeone  w i t h  an
'Ac t i v i t y '  p re ference would  be be t te r
p laced to  meet  the i r  needs .

As  a  resu l t  o f  th i s  s tudy  the  company
invo lved  have  comple ted  our  th ree
day  a c c r ed i t a t i on  p rog ramme
(www.cdaper fo rm.co .uk/cdaqacc red i -
ta t ion )  to  use  cdaq and are  in  the
process  o f  incorpora t ing i t  in to  the i r
recru i tment  process .
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We are in the process of reviewing our registrat ion with the Information
Commissioner in relation to cdaprofile Ltd. In doing so we are also evaluating our
data protection processes and continuing to ensure that the following key points
are being applied in relation to psychometric assessment.  If you are unsure (as a
user of psychometric tests) of any of the elements of the Act then you should seek
legal advice.

The Data Protection Act relates to personal information that is held about a living
person and affects that person's privacy. It covers information that is kept on 
automated and computerised systems and therefore applies to psychometric
records whether held on paper or on a computer. 
When an automated system is used as the sole basis for short-listing, applicants
should be made aware of this and of how to make representations against any
adverse decisions (for example if an online ability test is used as a screening tool).
Ensure that psychometric tests are only used by those who have received appropri-
ate training.
Ensure that the recruitment process includes a mechanism for feedback which will
allow the verification of information gained from a personality assessment and

when appropriate, give the applicant the opportunity to challenge the results if
they do not feel that they accurately represent them.

The subject has the right to obtain information held about
themselves in return for a small fee. In the case of psychometrics
it is important that this is in such a format that the individual is

able to understand without specialist training.

Clearly, these only provide some general guidance and do not fully
cover the complexities of the Act. For further information please

consult www.informationcommissioner.gov.uk.

While it can feel like a daunting process it is important for
all to ensure the best interests of both the test taker and test

user are protected.  We are committed to making sure our best
practices for psychometric testing continue to reflect the require-

ments of the Act.
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For more information please call Lisa, Alice or Kim on
0113 273 3273 or visit us at cdaq.co.uk to arrange to complete

cdaq and receive your free Personal Feedback Report
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We have recently made some changes and updates to our online and 
printed materials and made clearer links to the information on our main

website. We will in turn be making changes to the online cdaq tool to reflect
this.

We hope these improvements and additions are of interest and allow a more 
fluent read.  You can view all these changes as indicated in the contact box below.

Changes include pdf versions of our ‘case studies’ and ‘validation studies’, along with
a new look cdaq report and profile, part of a suite of three (cdafeedback and 

cdasurvey)
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